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ABSTRAK 
 
 Amrina Jayanti, 2019, 8223164214, judul karya ilmiah “Pengaruh 
Kepuasan Pelanggan Terhadap Loyalitas Pelanggan di Starbucks 
Rawamangun”. Program Studi Manajemen Pemasaran. Fakultas Ekonomi. 
Universitas Negeri Jakarta.  
Penelitian ini bertujuan untuk mengetahui pengaruh kepuasan pelanggan 
terhadap loyalitas pelanggan di Starbucks Rawamangun. Populasi dalam 
penelitian ini adalah seluruh pelanggan Starbucks Rawamangun. Sampel dalam 
penelitian ini adalah 100 responden, teknik pengambilan sampel menggunakan 
purposive sampling. Purposive sampling teknik penentuan sampel dengan 
pertimbangan tertentu. Hasil penelitian menunjukkan bahwa kepuasan pelanggan 
mempunyai pengaruh..terhadap loyalitas pelanggan di Starbucks..Rawamangun, 
terbukti dari hasil    koefisien determinasinya adalah 0,333 yang berarti 33,3% 
variasi..pada variabel dependen loyalitas pelanggan dapat dijelaskan oleh variasi 
variabel independen kepuasan pelanggan. Sedangkan sisanya 66,7% dipengaruhi 
oleh variabel-variabel lain.  
 
Kata Kunci: Kepuasan Pelanggan, Loyalitas Pelanggan, Analisis Regresi Linear  
Sederhana  
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ABSTRACT 
 
 Amrina Jayanti, 2019, 8223164214, title of research “The Influence of 
Customer Satisfaction on Customer Loyalty at Starbucks Rawamangun”. Study 
Program DIII Marketing Management, Faculty of Economics, Universitas 
Negeri Jakarta.  
 This research aims to determine the Influence of customer satisfaction 
on customer loyalty at Starbucks Rawamangun. The population in this research 
were all Starbucks Rawamanguncustomers. The sample in this research was 100 
respondents, the sampling technique that use purposive sampling. Purposive 
sampling techniques for determining samples with certain considerations. The 
results showed that customer satisfaction has an influence on customer loyalty at 
Starbucks Rawamangun, proven from the results of    the coefficient of 
determination is 0.333 which means that 33,3% variation in the dependent 
variable customer loyalty can be explained by variations in the independent 
variable customer satisfaction. While the remaining 66,7% is influence by other 
variables. 
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